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OBJEKTIF KAJIAN 

 
• Mengetahui maklumat profil pelanggan UPM 

• Menilai tahap kepuasan pelanggan terhadap kualiti penyampaian 

perkhidmatan di UPM 

• Mengenal pasti jurang tahap perkhidmatan (pengalaman vs 

harapan) berdasarkan 5 dimensi Model SERVQUAL  

• Mendapatkan maklum balas (cadangan/komen/aduan)dari 

pelanggan untuk tujuan peningkatan kualiti perkhidmatan 
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OBJEKTIF 1 : PROFIL PELANGGAN / DEMOGRAFI RESPONDEN 

JANTINA FREKUENSI PERATUS 
LELAKI 106 42.1 

PEREMPUAN 146 57.9 
JUMLAH 252 100 

Jadual di atas menunjukkan pecahan dari segi jantina di mana keseluruhan 
responden adalah 252 iaitu 42.1% adalah lelaki dan 57.9% adalah perempuan 
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UMUR FREKUENSI PERATUS 
19-29 tahun 148 58.7 
30-39 tahun 52 20.6 
40-49 tahun 44 17.5 
50-59 tahun 7 2.8 
60 tahun ke atas 1 0.4 
JUMLAH 252 100 

Jadual di atas menunjukkan majoriti responden berumur 
di antara 19-29 tahun (58.7%), diikuti dengan kumpulan 
umur 20-29 tahun (20.6%) dan seterusnya kumpulan 
umur 30-39 tahun (17.5%) 
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OBJEKTIF 2 : TAHAP KEPUASAN PELANGGAN 

  N MIN SISIHAN PIAWAI 

KEPUASAN PELANGGAN  252 4.53 0.69 

  FREKUENSI PERATUS 

Rendah ( 1- 2.339) 4 1.6 

Sederhana (2.34 - 3.669) 23 9.1 

Tinggi (3.67 - 5) 225 89.3 

JUMLAH  252 100 

Secara keseluruhannya, data menunjukkan tahap kepuasan pelanggan 
mencapai skor min sebanyak 4.53 dan 88.36%  

Majoriti reponden menunjukkan kepuasan terhadap perkhidmatan PSAS 
adalah tinggi iaitu 89.3%. Manakala responden yang menunjukkan 

kepuasan yang rendah adalah sebanyak 1.6%  
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OBJEKTIF 3 : MENGENAL PASTI JURANG TAHAP PERKHIDMATAN (PENGALAMAN 
(EXPERIENCE) VS (EXPECTATION) HARAPAN BERDASARKAN LIMA (5) DIMENSI MODEL 
SERVQUAL 

ITEM SKOR PENILAIAN PELANGGAN (%) NILAI EKSPEKTASI 
Dimensi : Penampilan Fizikal (Tangibles)     

Persekitaran tempat kerja/kuliah/amali/kolej kediaman kondusif  87.69 100 

Pekerja UPM berpenampilan kemas dan bersesuaian 90.37 100 
Kemudahan yang disediakan dijaga dengan rapi 87.4 100 

Dimensi : Kebolehpercayaan (Reliability)     

Pekerja UPM memberikan perkhidmatan yang memenuhi keperluan pelanggan 88.59 100 

Pekerja UPM berkebolehan memberikan perkhidmatan dalam tempoh masa yang ditetapkan 88.98 100 

Pekerja UPM bersikap profesional ketika berurusan dengan pelanggan 89.68 100 

Dimensi : Responsif (Responsiveness)     

Pekerja UPM memberikan tindak balas dengan cekap 87.79 100 

Pekerja UPM sentiasa sedia membantu pelanggan 88.19 100 

Pekerja UPM mudah dihubungi 85.81 100 

Dimensi : Jaminan (Assurance)     

Pekerja UPM berpengetahuan dalam perkhidmatan yang diberikan 89.38 100 

Pelanggan berasa yakin berurusan dengan pekerja UPM 88.69 100 

Pekerja UPM memberikan perkhidmatan yang menepati jangkaan 87.99 100 

Dimensi : Empati (Empathy)     
Pekerja UPM memahami keperluan pelanggan 88.98 100 
Pekerja UPM prihatin dengan kebajikan pelanggan 87.89 100 
Waktu berurusan sesuai dengan keperluan pelanggan 87.89 100 
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OBJEKTIF 4 : MAKLUM BALAS PELANGGAN 

CADANGAN/KOMEN/ADUAN DARI PELANGGAN 
 

MAKLUM BALAS TINDAKAN OLEH PYB 

Semoga perkhidmatan ini terus kekal untuk memudahkan pelajar mencari rujukan  
"Dear UPM Librarian”, 
We hope this email finds you well. We are writing to bring to your attention an issue that we have 
encounted during our time at UPM. We believe it is important to address this matter in order to improve 
the overall experience for students. Firstly, let us express our appreciation for the quality of education 
and the resources provided by UPM. We have been grateful for the opportunity to study at such a 
reputable Institution. However, we are writing today to express our concern and dissatisfaction 
regarding the post-graduation library section water dispenser service. We believe it is necessary to 
being this matter to your attention, so that appropriate action can be taken. We would like to highlight 
the following points regarding the issue: 
As UPM students, we spend our entire day in the library, diligently studying. The presence of hot water 
is crucial for us, as it aids in improving our focus and study efficiency. Eliminating the water dispenser in 
the post-graduation library does not impact UPM but effects all students. We always appreciate your 
work, your patience, and your empathy, and we asking you to help us by returning it as usual.  
We would appreciate it if you could acknowledge the receipt of this complaint within a week and keep 
us informed about the progress and actions taken to resolve the issue. We firmly believe in the 
commitment of UPM to the success and satisfaction of its students, and we trust that our concerns will 
be taken seriously. 
Thank you for your attention to this matter. We look forward to a positive resolution and continuing our 
studies at UPM with confidence.    

Library provides water dispenser at Post-Graduate 
Wing 

Please provide drinking water in the library. 
Library provides water dispenser at several spots 
such as Post-Graduate Wing and Level 1, Block A 
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OBJEKTIF 4 : MAKLUM BALAS PELANGGAN 

CADANGAN/KOMEN/ADUAN DARI PELANGGAN 
 

MAKLUM BALAS TINDAKAN OLEH PYB 

Repair and also increase the electric socket in the library 
The existing electrical sockets in the library will be 
repaired and that additional sockets will be installed 
to meet users' needs 

Many charging ports in the library cannot be used, and inside the table are just trash. 

Regular maintenance and checking to ensure that the 
charging ports are properly maintained and continue 
to provide a conducive and functional environment for 
all users 

Saya harap toilet dibersihkan selalu 
Kekerapan mencuci semua tandas sebanyak 4 kali 
sehari. 

Aircond di library lama tak rase ok - please lahh …nak sejuk macam library bru tuu. Boleh berpeluh 
buat kerja di library lama tu. 

Aircond di Blok A telah berfungsi dengan baik 

Mohon selengara penghawa dingin memandangkan ia selalu rosak dan ruang library menjadi panas. 
Lalu memberi environment yang kurang kondusif 

Penghawa dingin telah dibaik pulih dan berfungsi 
dengan baik 

Kemudahan infrastruktur boleh ditambah baik terutama penghawa dingin bagi memberi keselesaan 
kepada pengguna 

Penghawa dingin telah berfungsi dengan baik 

Pantry for the library: What is the purpose of removing the library's pantry? If let's say the place is 
utilised for other purpose then it still acceptable, but the place is wasted with all the useless 
information boards, these boards can be put at other place and not necessarily to remove the pantry 
just for that! This action also compromise the welfare of the library users. Very disappointed 

The provision of a pantry for library users is not 
required due to the unavailability of a suitable space 

Can microwave be placed in the library? Because many Chinese students have just arrived hare and 
have not fully adapted to Malaysian eating habits (I like Malaysian food very much) and choose to 
cook their own meals and bring them to the library, but there is no heating place, and cold food is very 
uncomfortable after eating.i hope you can seriously consider this request, thank you very much. 

Placing a microwave in the library is generally not 
advisable due to safety regulations and the lack of 
appropriate ventilation or designated eating areas 
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OBJEKTIF 4 : MAKLUM BALAS PELANGGAN 

CADANGAN/KOMEN/ADUAN DARI PELANGGAN 
 

MAKLUM BALAS TINDAKAN OLEH PYB 

Bahan rujukan kebanyakan tidak terkini. Perolehan buku baharu untuk tahun 2024 berjumlah 815 naskah  

Bahan rujukan untuk Bahasa Arab berkurangan dan tidak 
terkini 

Perpustakaan akan mendapatkan senarai bahan rujukan Bahasa Arab dari FBMK  
(bergantung kepada kedudukan kewangan semasa) 

Boleh menambahkan bahan rujukan untuk berkaitan dengan 
Malaysian Literature in English, Malaysian 
Folklores/Folktales, Malaysian Horror Stories  

Perpustakaan akan mendapatkan senarai bahan rujukan dari FPP/Katalog Penerbit 
(bergantung kepada kedudukan kewangan semasa) 

Updating the database of academic literature such as SSCI 
Scopus to 2024 

The Perpustakaan Sultan Abdul Samad (PSAS) continuously strives to enhance its 
collection to meet the needs of our users. For the year 2025, the PSAS has added three new 
databases: ACM, IOP, and Nature to the subscribed collection. However, the library must 
consider financial constraints, which means that enhancements to the collection cannot be 
made simultaneously and must follow a financial plan. 
As for the SCOPUS database, PSAS does not subscribe to it because it is already subscribed 
to by the Department of Higher Education under the Ministry of Higher Education (MOHE). 
UPM users can access the SCOPUS database through the subscription provided by MOHE. 

Penambahan access kepada subscribed journals akan sangat 
membantu 

PSAS sentiasa berusaha mempertingkatkan koleksinya bagi memenuhi keperluan 
pengguna. Untuk tahun 2025, PSAS telah menambah 3 pangkalan data baharu iaitu ACM, 
IOP dan Nature dalam koleksi langganan. Walaubagaimanapun, PSAS perlu mengambil 
kira kekangan kewangan di mana peningkatan kepada koleksi tidak dilakukan secara 
serentak dan perlu mengikut perancangan kewangan. Selain itu, PSAS juga menyediakan 
Perkhidmatan Pembekalan Dokumen yang membolehkan pengguna mendapatkan artikel 
yang dikehendaki sekiranya pangkalan data tersebut tidak dilanggan oleh PSAS. 
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OBJEKTIF 4 : MAKLUM BALAS PELANGGAN 

CADANGAN/KOMEN/ADUAN DARI PELANGGAN 
 

MAKLUM BALAS TINDAKAN OLEH PYB 

Kindly allocate space for children as I could not bring my child to the library. My daughter is almost 7 
years old and loves to read, hence I brought her to the main UPM library to do her homework while I get 
my assignments done. My daughter is able to understand that libraries are noise regulated, as I have 
brought her to libraries before. Although I understand the no policy is the for a reason, I personally feel 
a children's section should be allocated for children of students and staff alike can use the library to 
read. After all, it is the purpose of a library of top university on top of that, to encourage reading in a 
young age. I hope to see policy changes to allow children to use the library as well, or even allocate 
a special area for children.  

The library is unable to allocate a dedicated space 
for children due to space limitations and its primary 
focus on providing an environment conducive to 
academic study and research. The current policy is 
in place to ensure a quiet and focused atmosphere 
for all library users. 

Kemudahan semua baik Cuma dari segi layanan daripada staf library tidak memuaskan. Saya 
pernah dimarahi oleh seorang staff library sebab katanya kena tunggu org lain habis guna bilik 
perbincangan baru boleh ambil kunci tp yang menjadi masalah apabila pengguna bilik tersebut exceed 
the time n bila saya approach staff, dorg kata tunggu sampai dorg keluar why not u go n reminded them 
but instead of doing that dia marah saya sbb x sabar?! Dahlah dpn org ramai. Zero manner. I cant 
respect people like that. Control ur emotion please and be professional. Thank u. 

Kursus berkaitan komunikasi berkesan akan 
diadakan untuk petugas kaunter perpustakaan bagi 
meningkatkan kualiti perkhidmatan. 

The postgraduate study room need to be opened at 8.00am instead of 8.30am because postgraduate 
students really need the space to study and do research. 

The library will adjust the opening time of the 
postgraduate study room at 8:00 AM starting from 
2nd January 2025.  

Saya mohon sebagai pelajar agar perpustakaan membuka ruang 24 jam seperti di UKM dan UM. Ini 
dapat memudahkan para pelajar membuat kerja dengan lebih fokus kerana kebanyakan kami selesa 
membuat kerja di perpustakaan berbanding di kolej atau di rumah sewa. Kemudian ada UPM telah pun 
menjadi Universiti yang terkemuka di Malaysia tidak mempunyai ruang 24 jam seperti Universiti 
terkemuka yang lain contohnya UK dan UM. Diharap pihak Perpustakaan Sultan Abdul Samd UPM dapat 
melakukan sesuatu. 

Ruang pembelajaran 24 jam akan disediakan 
setelah mendapat kelulusan Jawatankuasa 
Pengurusan Universiti. 
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OBJEKTIF 4 : MAKLUM BALAS PELANGGAN 

CADANGAN/KOMEN/ADUAN DARI PELANGGAN 
 

MAKLUM BALAS TINDAKAN OLEH PYB 

Please subscribe to more online libraries, also a lot of people don’t 
know how to access them. The webinar provided in the orientation was 
not very effective. 

The Perpustakaan Sultan Abdul Samad (PSAS) continuously strives to enhance its 
collection to meet the needs of our users. For the year 2025, the PSAS has added 
three new databases: ACM, IOP, and Nature to the subscribed collection. However, 
the library must consider financial constraints, which means that enhancements 
to the collection cannot be made simultaneously and must follow a financial plan. 
PSAS also frequently provides training on how to use the databases. Those who 
are still unable to use the databases or wish to learn about new updates or 
features can attend the training sessions as many times as needed. Please refer to 
the schedule on the PSAS webpage. PSAS users can also contact the Liaison 
Librarians at the Reference Division for assistance with using the databases 

The library made changes to its portal which made it very difficult to 
access the library resources, kindly provide avenues where upgrades to 
existing systems are explained to users before implementation as this will 
ensure better utilisation of the library resources. 

A notification regarding the implementation of OpenAthens, replacing the 
EzAccess system for accessing library resources, has been disseminated through 
central email (Info UPM), the Library's social media platforms, and the Library's 
website. Additionally, an online module on how to access OpenAthens has also 
been made available online. 

Saya cadangkan program Bedah Buku 
 

Program Bedah Buku akan diadakan oleh Perpustakaan 


